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I  INTRODDCTION 


o        This  Executive  Summary  of  Large  Systems  User 

Requirements  in  Europe  is  an  overviev;  of  conclusions  and 
recommendations  from  the  research,  as  a  whole.     As  each 
of  the  seven  countries  studies  forms  a  separate 
marketplace  there  are  seven  volumes  of  this  report 
wherein  each  volume  contains  an  Executive  Summary  unique 
to  that  market.     The  volumes  are  as  follows: 


Volume  Number  of  Pages 

^^J^v/LC^            Austria  52 

|sji0  4                             Denmark  37 

s^^y..'''^^                  United  Kingdom  60 

"t^^^       .X                      Germany  57 

/                                   France  72 

Italy  59 

Switzerland  53 

/  390 


o        As  part  of  this  overview  the  Executive  Summaries  for 

each  volume  are  included  in  the  Appendix  of  this  report. 

o        All  data  and  most  graphics  are  included  on  floppy  disk, 
having  been  generated  by  Lotus  1-2-3  software. 
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II       EXECDTIVE  SUMMARY  -  OVERVIEW 


A.  CONCLUSIONS 


Each  separate  volume  of  this  report  has  its  own  set  of 
conclusions  and  recommendations.     As  an  overview,  this  sec- 
tion summarizes  the  common  data  base  in  terms  of  actual  and 
perceived  large  systems  requirements  and  loyalty  to 
vendors . 

Exhibits  II-l  to  11-19  show  how  NAS  ranks  in  each  country 
in  terms  of  certain  key  requirements  criteria.     Also  shown 
is  the  best  and  v/orst  of  all  competitors.     Thirdly,  the 
rank  in  terms  of  users'   importance  is  indicated  in 
parenthesis.     The  criteria  are  in  order  of  importance  as 
indicated  by  the  number  of   "1"  ranks,    "2"  ranks  etc. 

These  Exhibits  show  that  for  all  selected  criteria  Amdahl 
is  mentioned  most  often  as  Best  while  ICL  and  Olivetti  are 
mentioned  least  often  as  Best.     The  ratings  as  Best  are  as 
follows  with  percent  mentions  in  parenthesis: 

Amdahl  33% 
IBM  24% 
NAS  20% 

-  Siemens  11% 
BASF  10% 
ICL  1% 
Olivetti  1% 

For  all  selected  criteria  IBM  was  most  often  cited  as  Worst 
and  Olivetti  was  least  often  selected  as  Worst.     The  Worst 
ratings  are  as  follows: 

IBM  29% 

-  Siemens       17%  . 
Amdahl  14% 

NAS  14% 


ICL  14 


BASF  11% 
Olivetti  1% 


o        The  most  important  criteria  inclade? 

-  Reliability 

-  Availability 

-  Hardware  Support  .  : 

-  Compatabili  ty 
Price/Perf  orraance 
Performance- 
Service  Organisation 

-  Support  Personnel  ^  - 

o        For  these  most  important  criteria  Amdahl  received  most  Best 
mentions  and  Siemens  received  the  leasts 

Amdahl  40% 

NAS  24% 

'■"■^V..;;;:    BASF     •  ■  ■  ;  15% 

.  IBM    ,  11% 

■■  Siemens  10% 

o        Most  mentions  for  Worst  in  the  most  important  criteria 
were;    ■  , 

IBM       '  34%  '  - 

. ^        Siemens  20%  . 

ICL  18% 

-    .  -         Amdahl  12% 

.     :  .   -  y     BASF  11% 
■  ■  r   •  -         NAS  5%  ^ 

o  The  least  important  criteria  includes 

v  ~  ->      Entertainment  ^  ■rVy^''^; -r-,^.^ 

-  Product  Range    ,:  ■ 

Advertising 
• Salesmen 

o        Most  mentions  as  Best  in  the  least  important  criteria  are? 


IBM  33% 

Amdahl  29% 

NAS  19% 

Siemens  16% 

ICL  3% 
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Most  mentions  as  Worst  in  least  important  criteria  are: 
NAs  21% 

IBM  21% 
BASF  21% 
Siemens  19  % 
Amdahl  14% 
Olivetti  4% 

IBM.  and  Siemens  shared  the  most  number  of  Best  mentions  (2) 
for  Loyalty  and  IBM  also  received  the  most  mentions  (3)  for 
Worst  loyalty  (users  vis  a  vis  IBM). 

Perception  of  large  systems  and  plug  compatible  vendors 
were  drawn  from  users  and  non  users  alike.     Actual  ratings 
of  selective  purchasing  criteria  were  produced  by  users 
having  experience  with  the  equipment  in  question.  Exhibits 
11-20  to  11-26  show  a  comparison  of  actual  versus  perceived 
rankings  Best  and  Worst  and  NAS. 

Criteria  included  in  the  measure  for  perception  were: 

-  Performance 

-  Price 
Product  Range 
Reliabi li ty 
Image 

-  Marketing  Strength 
Personnel 

IBM  dominates  users  perceptions  for  these  criteria,  as 
indicated  by  the  percent  of  Best  mentions; 

IBM  80% 

NAS  10% 

-  Siemens  6% 
Amdahl  2% 
Olivetti  2% 

Perceptions,   in  terms  of  most  often  mentioned  as  Worst 
includijd: 

Amdahl  32% 
BASF  24% 
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o 


o 


o 


Olivetti  14% 
-        Siemens      12  % 
IBM  2% 

Comparing  NAS  Actual  ratings   (NAS  users)  tc  Perceptive 
ratings   (WAS  plus  non-NAS  users)  in  31%   (14)  of  the  cases 
mS  actual  rating  is  less  than  its  perceived  rating  whereas 
in  69%  (31)  of  the  cases  NAS  actual  status  exceeds  its  per- 
ceived status  »  ■  V,  ^- 

in  only  2  criteria  did  NAS  actual  fall  below  the 
laoking  of  its  perceived  status «     These  included: 

Product  range  4/2 
Image  4/2 
Actual  rankngs  equal  to  or  above  perceived  rankings 
■  were;  ■> 

Performance  5/2 
Price  1/6 
-     .        Reliability  1/5 

Marketing  Strength  1/6 
...       Personnel  1/5 
countries  t^here  actual  rankings  were  less  than  perceptions 
were ; 

-  U.K.  4/3 
France  4/3 

«        Denmark  4/2 

Countries  where  actual  rankings  equalled  or  exceeded  per- 
ceived rankings  included: 

-  Germany  2/5 
Italy  2/5 

-  Austria       3/ 4 

In  Switzerland  there  were  2  cases  each  v^here  actual  was 
less  than  and  equalled  or  exceeded  perceived  rankings. 

From  these  data,  major  differences  occur  by  country  in 
terms  of  z 
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-  Differences  in  importance  of  purchasing  requirements 
or  criteria.     For  example  - 

Reliability  is  clearly  most  important 
Availability  is  second  overall  but  ranks  6th 
in  the  U.K.   and  France  and  7th  in  Italy 
Advertising  and  entertainment  are  least 
important 

-  Differences  in  perceived  capabilities  vis  a  vis  actual 
rankings,   for  example  as  noted  above. 

-  Differences  in  perceptions  of  vendors,  as  noted  above. 
B.  RECOMMENDATIONS 

o        In  addition  to  the  recommendations  in  each  of  the  countries 
studies   (see  volumes  1-7),  NAS  should  capitalise  on  its 
user  base  who  rate  NAS  relatively  higher  than  non  users 
rate  NAS.     A  reference  selling  program  is  suggested. 

o        Where  perceptions  are  above  actual  rankings  NAS  needs  to 

closely  communicate  with  users  to  determined  the  nature  of 
the  discrepancy.     A  customer  satisfaction  survey  is 
recommended. 

o        From  data  and  analysis  contained  in  this  and  other  study 

volumes,  NAS  should  extract  the  essential  strong  points  and 
weaknesses  as  well  and  market  these  internally  and  exter- 
nally in  conjunction  with  its  overall  goals,  strategies 
operating  and  long  range  plan. 
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V. 


■ir.-     EXECUTIVE  SISI^HARY 

A,       KEY  CONCLUSIONS 

..§        ?IAS  is  highly  regarded  in  the  UK  large  systems 
fnarketpl  ace ,  as  shewn  in  Exhibit  being 
regarded  best  of  all   (ICL,   IBM  and  Amdahl)   in  15% 
of  25  of  the  most  significant  procurement 
.  '      par  meter  $> . 

■'■'}.    ^^'^S  was  also  rated  better  than: 

■  ISM  in  38%  of  the  parameters 

Amdahl   in  35'^  of  the  parameters 
..  .  *•        ICL   in  85%  of  the  parameters 

Users'   ratings  of  importance  in  37%  of 
■ ;       ,  the  factors. 

.  «»  Performance  ratings  were  applied  by  specific 
users  of  that  equipment  e.g.  IBM  users  rated 
ISf^  only  on  performance  whereas  perceptionSj 
all   users  were  free  to  rate  all  vendors^ 

NAS  is  perceived  to  be  better  by  all   users  than  by 
only  NAS  users  in  Pri.ce. 

loyalty  by  users  is  generally  good  but  they  like  to 
.consider  others'   products  for  the  sake  of  coin- 
:.■  parlson.     There  is  not  a  strong  trend  towards  either 
product  or  cornpany  loyalty  applications.  About 
half  of  the  respo-ndents  tend  to  be  loyal  to  the 
product  and  the  other  half  tend  to  be  'loyal    to  the 
company . 

;  »        Twelve  out  of  23  responses  indicated  a  willingness 
to  change  large  systems  vendors,  for  various 
reason s  i nc 1 ud 1 ng : 

'Putting  the  pressure'  on  IBM 
If  better  costs  were  resulted 
As  long  as  reliability,   availabilty  could 
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EXHIBIT  II-l 
NAS: 


Best 

Of 

All 

PERFORMANCE 

Loyalty   

Price   

Reliability   

Performance   

Price/Performance   

Availability   

Compataibi 1 i  ty   

Hardware  Support    X 

Service  Organisation   

Stability   

Financial  Condition   

Support  Personnel   

Credibil i ty    X 

Executive  Relationships  ..  X 

Salesmen   

Image   

Advertising   

Entertaining   

Product  Range    X 

PERCEPTION 

Reliability   

Price    X 

Performance   

Product  Range   

Image   

Marketing  Strength   

Personnel   


Worst     Better     Better    Better  Better 
Of         Than        Than       Than  Than 
All         IBM  Amadhl    ICL  Target 


X 
X 


X 
X 
X 
X 
X 
X 
X 
X 
X 
X 
X 
X 
X 
X 
X 


X 
X 


X 
X 


N/A 
N/A 
N/A 
N/A 
N/A 
N/A 
N/A 


Percent 


15%  8%        38%  35%       85%  37% 


be  improved  and  compatibility  w>th  the 
■existing  systems  sustained. 

The  other  11  responses  were  negative  about  trying 
ne\i  large  systems  vendors  owing,   priiTiarily^   to  the 
fact  that  tfiey  are  afraid  to  change.     That  is  the 
risks  of  such  might  be  larger  than  the  reviards„ 

Pleasing  aspects  of  NAS  as  a  company  and  its  pro- 
ducts included  the  professional   and  confident 
nature  of  business  relationships  and  a  reliable 
pr oduc  t . 

2BH  users  were  mainly  pleased  vifith  the  support 
they  receive  from  IBM 

Irritating  features  of  NAS  included  a  lone  mention 
of  a  ^'love   'em  and  leave   'em"  attitude^  indicating 
an  absence  of  the  salesman  or  company  once  the  sale 
has  been  made,  V;  '  ' 

IBM  received  more  defined  complaints 
concerning  its: 

Bureaucracy  .  ■  ;  ' 

Inf 1 exi  b1 1 1 ty  • 
SI owness 

lack  of  software  support 

Candid  remarks  from  respondents  concerning 
would  take  to  be  sold  and  consideration  of 
vendors  are  summarized  1n  Exhibit  II »Z  and 
respectively. 

RECQMMEMDATIQNS 

Based  upon  users  commentary;,  rajtJMFrgsT  and  percep- 
tions ^  NAS  should  0 r g anjU-e'^an  implement  a  major 
selling  compai  gn„a-g1n  nst  ICL. 

UAS  should  capitalise  on   Its  real  and 

-"■^     perceived  strengths: 
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Hardware  support 
.      .  Cred  i  b i 1 i  ty 
.        Execut i ve  rel at i onsh i ps 

Price 

And  cash  in  on  ICL's  weakness,   both  real 
and  perce i  ved . 

Similarly,   separate  selling  campaigns  directed  at 
IBM  and  Amdahl   users  should  be  organised  and  imple- 
mented emphasising  the  relative  strengths  of  NAS, 
mentioned  above,  and  the  superiority  over  Amdahl 
and  IBM  as  shown   in  Exhibit  II-l. 

Prerequisites  for  further  penetrating  the  IBM  users 
i  ncl ude : 

Getting  to  the  decision  makers   (board  and 
di  rector s  us ual 1 y ) 

r        Getting  and  keeping  their  attention  with: 

NAS  cred  i  bi 1 i  ty 
.       ■'Better  price  etc. 
Confidence 

Stimulating  their  intellects  through  executive 
seminars  and  programs. 

It  is  important  to  note  users'  indications  con- 
cerning being  sold  or  persuaded  to  change  large 
systems  vendors,  namely: 

Betterpr icing 
Compat i  bi 1 i  ty 

Reliability  and  availability  assurance. 

Also,  because  of-  the  highly  regarded  customer  ser- 
vice rating  for  NAS,   NAS  should  consider  organising 
a  TPM  effort  which  would  help  it  gets  its  foot  in 
the  door  in  some  competitive  accounts. 


i?^JPPENDIX  2;  Executi'V'e  Smrfsary  -~  France 


\ 
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II.     EXECUTIVE  SUMMARY 
A.       KEY  CONCLUSIONS 

§        NAS  has  been  adequately  well   received   in  the  French 

marketplace,   as  shown   in  Exhibit  II-l,  being  regarded 
best  of  all   (IBM,  Amdahl,  Siemens,   and  BASF)   in  price 
and  price  performance,   and  holding  joint  second  place  in 
respect  of  compatibility.     It  exceeded  target  ratings  in 
12.5%  of  24  main  parameters. 

NAS  was  also  rated  better  than: 

IBM  in  25%  of  the  parameters 
Amdahl    in  21%  of  the  parameters 
BASF   in  71%  of  the  parameters 

Siemens  and  NAS  tied  in  50%  of  cases,  but  surpassed 
Siemens   in  the  following:   price,  performance/price 
ratio,   compatibility,  quality,  environment,  and 
consulting. 

t        Performance  ratings  were  applied  by  specific  users  of 

that  equipment  e.g.    IBM  users  rated  IBM  only  on  perfor- 
mance whereas  perceptions,   all   users  were  free  to  rate 
all  vendors. 

•  Despite  product  excellence,   performance  and  reliability, 
compared  to  its  major  competitors,   NAS  does  not  compare 
so  favourably  with  regard  to  support,   and  other  factors 
which  related  to  company  attributes  (overall  com- 
munication capabilities,  personnel    interface,   and  par- 
ticularly company  stability,   image  and  strength). 

•  Reflecting  the  lack  of  knowledge  of  non-NAS  users  about 
NAS  and  its  products,   in  overall  perception  ratings,  NAS 
only  achieves  third  place  regarding  price,   and  product 
range  capability,   and  gains  fourth  place  with  respect  to 
company  strength,   credibility,  personnel  performance, 
and  surprisingly  also,   product  performance. 
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t        As  long  term  stability  (both  product   and  company)  is 

very   important  to  French  company  users,   some  attention 
must  be  paid  to  increasing  user  awareness  of  the 
company's  existence  and  competence  to  rectify  this 
s  i  t u  at  i  on . 

t        Loyalty  by  users   is  generally  good  (more  so  for  sole  IBM 
users),  but  all  display  a  flexibility  in  considering 
other  vendor  quotes  for  new  procurement  -  for  a  number 
of  reasons,  thema in  ones  being: 

cost  and  economic  considerations 
product  comparison 

more  attractive  and  flexible  commercial  arrange- 
ments. 

$        It   is  generally  very  difficult  for  users  to  dissociate 
company  from  product  loyalty  as  a  multiple  number  of 
factors  are  considered  when  assessing  DP  acquisitions. 
IBM  sole  users  tend  to  be  more  loyal   for  company  attri- 
butes rather  than  product  related  attributes.     Many  are 
dissatisfied  with  the  level  of  performance  of  the  machi- 
nes but  compromise  by  being  assured  of  security, 
generally  high   levels  of  support  and  good  communications 
between  user  and  supplier. 

t        Slightly  more  respondents  are  willing  to  change  vendors 
than  are  not  willing  to  change  their  existing  vendo  of 
large  systems  equipment. 

Reasons  include : 

cheaper  product  with  same  compatibility 

proven  superior  product  performance  and  reliability 

a  more  cost  effective  and  justified  solution 

"put  pressure  on  IBM" 

as  long  as  a  number  of  criteria  were  fulfilled 
technical  excellence,   assured  upgr ade ab i 1 i ty  and 
compatibility  with  existing  systems. 


Those  users  unv/ill1ng  to  change  viere  essentially  fe-arfi?! 
0f  basically  moving   irito  uncharted  territory.  Reasons 
stated  include: 

*  were  al ready  mu 1 1  i  sourced 

unsure  about  the  capabilities  of  PC  suppliers, 
especially  with  regard  to  their  credibility^  capa- 
bilities and  stability. 
:     past  experiences  had  ended  1n  disaster  (conversiocs 
costj  developments  tisne,   investment  in  personnel 
md  squiprnent)„  "  ■^w. 

>' •       lack  of  supplier  visibility  and  commun i cat i on . 
fears  regarding  MVS  X,A.  compatibility. 

•  ■       French  users  are  snore  inclined  to  opt  for  IBH  th&n 

Japanese  suppliers  for  psychological  reasons. 

NAS  vias  praised  by  its  users  for  the  high  performance 
and  reliability  of  the  product,  excellent 
price/performance  and  good  rapport  vnth  the  company  {new 
users)  .  ■■■  ■  'V'' -  ^ .:■[■' 

However  disaffected  NAS  users  are  not  so  praiseworthy. 
One  company  stated  that  their  current  NAS  product  was 
nedr^y  obsolescent  and  had  had  no  commuo  i  cat  ion  v#ith  the 
coiflpany  for  over  a  year.     Upgr ade ab i 1 i ty  was  also  a 
problem  as  the  current  NAS  products  were  not  directly 
upgr ddeabl e.  .  ■ . 

Another  NAS  user  said  that  although  the  company  was 
goods   the  product  range  was  currently  inadequate,  vnth- 
no  intermediate  machines.     It   is  apparent  that  the  com- 
puny  is  making  admirable  efforts  to  target  and  achieve 
sales 5  but  that  this  effort   is  somewhat  dissipated  as 
soon  as  the  sale  has  been  met.     Effort  must  therefore 
focus  on  Increasing  company  visibility  and  maintaining 
continual   Interface  with  client  users. 

IBi^i  users  v/ere  pleased  with  the  level  of  service  and 
communications  provided  by  the  company.     The  compc^y 
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scores  highest  of  all   in  areas  related  to  support,  main- 
tenance, general   back-up  and  support   services,  company 
reputation   (both  actual   and  perceived)   and  overall  com- 
munications. 

§  As  borne  out  by  respondents'  comments,  NAS  products  are 
rated  very  highly  but  the  company  falls  short  of  expec- 
tations with  regard  to  after  sales  service,  support  and 
commun  i  cat  i  ons . 

•  Also  there  are  actual   and  perceived  problems  regarding 
the  upgr adeab i 1 i ty  capability  of  NAS  current  product 
range:   non-NAS  users  who  have  reviewed  NAS  products  into 
past  also  reiterate  th i s  fear  and  anxiety.     The  upgra- 
deability  path   is  still  far  simpler  with  IBM  especially 
with  the  trend  towards  MVS  X.A.  currently  developing  on 
France. 

t        Although  NAS  users  believe  NAS  hardware  to  be  superior, 
IBM  maintenance  and  support   is  still   seen  to  be  better. 
This   in  spite  of  the  "disrespect"  displayed  regarding 
IBM's   imperialistic  attitude,   arrogance,   unethical  busi- 
ness pressures,  rigid  contractual   agreements,  bureaucra- 
tic behaviour,   and  inflexibility. 

§  Candid  remarks  regarding  what  it  would  take  to  be  sold 
and  consideration  of  changing  vendors  from  respondents 
are  summarized  i n  Exh i b i t  1 1  -  2 . 

§        In  France,   NAS  suffers  also  from  two  major  drawbacks  - 
the  physical  presence  of  IBM  and  the  fact  that  it  is 
distributing  a  Japanese  product. 

One  large  user  is  purchasing  IBM  equipment,  even 
though   it  costs  40%  more  than  a  comparable  product. 

•  As  IBM  has  manufacturing  capabilities   in  France  (pro- 
ducing CPU  units   in  Montpellier)   and  thus   is  a  provider 
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of  ernployments    its  activities  are  largely  sanctioned 
by  the  French  government.   It  has  also  become  far  more 
aggressive   in   its  marketing  and  commercial   activities  in 
the  national  market^   projecting  itself  as  essentially  a 
French  company  (which   it   is   in  the  sense  that   it  employs 
French  nationals  and   is  judicially  autonomous  from  the 
US  company)   and  fuelling  the  fears  and  doubts  users  may 
have  regarding  competitive  equipment, 

i  Despite  the  fact  that  there  are  no  Indigenous  compatible 
suppliers  in  France^  French  companies  would  still  prefer 
vfhere  possible,  to  purchase  from  a  European  supplier,  or 
failing  that  from  IBM  France.  Althogh  it  is  known  that 
Siemens.,  BASF,,  and  Amdahl  distribute  Japanese  equipment, 
the  link  is  not  perceived  so  strongly  as  the  N  A  S / H  i  t  a  c  h  i 
option.  -V; 

«        Siemens  1s  still  seen  as  a  European  company  with  a  solid 
reputation  J   reliable  products,^   and  good  personnel.  Al- 
though  it  has  not  had  a  very  strong  presence  1n  France, 
the  company  is  now  developing  strategies  to  penetrate 
the  French  market . 

9        Also  Siemens  and  Amdahl  have  more  flexible  commercial 
arrangements  than  NAS. 

t    .    Some  rion  NAS  users  say  that  the  price  is  still  too  high 
and  too  much  of  a  gamble. 


RECOFi^ENDATIOMS 

Based  upon  users'  commentary,  ratings  and  perceptions, 
NAS  should  attempt  more  aggressive  policies  on  several 
fronts. 


It  should  capitalise  on  its  actual  and  perceived 
strengths : 


.        product  performance 
.  price 

company  references 

h ardware  support 

product  reliability  and  compatibility. 

It  should  direct  campaigns  against  IBM  (highlighting 
weaknesses)   and  Amdahl   in  particular,   embracing  adver- 
tising campaigns,   seminars,   aggressive  marketing, 
employing  high  calibre  sales  and  marketing  personnel. 

Campaigns  should  focus  on  convincing  non  users  that  com- 
patibility and  upgr adeab i 1 i ty  are  assured,   as  are  also 
after  sales  service,   and  support.     They  also  need  to  be 
convinced  of  the  stability,  strength,   expertise,  capabi- 
lities and  product   investment  capability  of  the  company. 

Some  efforts  should  also  be  focused  on  maintaining  close 
rapport  with  established  NAS  users,  providing  consulting 
services  for  DP  company  development,  updates  on  products 
and  strategi  es . 


Another  area  to  counter  is 
of  a  fair  number  of  French 
hand  IBM  equipment  through 


the  generalised  common  policy 
companies  to  acquire  second 
brokers  or  leasing  companies. 


The  company  should  adopt  flexible  commercial  policies 
with  their  clients,  to  effectively  compete  with  Amdahl 
and  S  i  emens . 

The  company  must  adopt  the  image  of  a  French  company  and 
attempt  to  dissipate  users'  anxieties  about  the  Japanese 
connection. 

As   IBM  has  such  powerful   connections   in  the  French 
government,   some  attempt  should  be  made  to  acquire  some 
presence  within  thse  circles. 


r 


1  #■        Since  IBM  also  has  close  connections  with  top  management 
in  Targe  French  concerns,.  NAS  must  also  attempt  to 
influence  these  decision  makers  (usually  presidents  of 
of  companies)   emphasizing  the  strong  points  of  the  cosr?- 
pany  ■=  better  pricing,   current  user  satisfaction,  ease 
of  use,   less  complexity  than  IBf4. 

.  #        It   is   important  to  home   in  on  user  comments  during  the 
survey  regarding  their  v>f  1 1  1  i  ngoess  to  purchase  from 
other  vendors,   notably^  ^, 

-  a  "total   solution**  approach 

.         -        good  personnel   and  executive  relationships 
flexibility  on  commercial  drrangements 

-  excellence  in  technical  expertise 
guaranteed  compatibility  and  ypgr adeab 1 1 ity 
credibility,   strength  and  image  of  the  company. 


APPENDIX  3:  Executive  Summary  -  Germany 


'  I-!.  ■  EXtCUTIVE'  SUmARY 


KEY  COIiCLUSIONS 


The  most  striking  point  to  emerge  froffr  the  study  is  the 
difference  between  the  poor  market  perception  of  fv;AS  and 
.  the  h.1  gh  .  rati  ngs  given  to  the  cositpany        its  ov^n  users. 

.  HAS  is  regarded  as  being  better  than^  or  equal  to  IWt.^ 
Amtfatil  and  Siemens  in  the  three  most  Important  product 
criteria  -  rel  i  ab  i  1  i  t  y  j,  cornpat  i  hi  1  i  ty  and  quality. 

Taking  the  18  most  important  criteria,  i.e.,  those  rated 
at  8  or  above  an  a  scale  of  l-lOo 

NAS  were  better  than: 

■  '.target     in  67%  of  the  criteria 

■•  .  *        ISM  in  57%  of  the  criteria 

■  .  ' Sig-men s  in  67%  of  the  criteria 

c  ■ 

eV    ■  A^idahl  in  50%  of  the  criteria 

,  BASF  In  44%  of  the  criteria 

■      •    These  ratings  were  given  by  users  to  their 
c  u  f  r  e  n  t  vendor's  equipment. 

.#-;...     The  factors  in  which  MAS  are  rated  poorly  are: 

-  •    post  sales  effort 

*.       quality  of  systems  support  persor^nel 

.     Perceptions  of  NAS  however  are  very  differefLt.     HAS  is 
seen  by  all   users  to  be  poorer  than: 

«        IBM  in  all  aspects 

-  Sieinens  in  all   aspects  except  perf orRisnce  and 
rel  i  abi 1 i  ty 

Amdahl   in  prices  marketing  strength  and  personnel 
q ua 1 i  ty 
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BASF  in  price  and  personnel  quality. 

t        In  the  area  of  non-tangible  company  qualities,  NAS  has 
the  poorest  image  of  all   the  vendors. 

•  Loyalty  is  moderate  for  most  vendors,  with  only  IBM  and 
NAS  rating  above  67%.     Amdahl   and  BASF  are  particularly 
weak.     Just  over  half  the  respondents  assessed  their 
loyalty  as  being  50-50  to  the  company  and  the  product. 
Most  other  respondents  expressed  greater  loyalty  to  the 
product. 

t        Most  respondents  expressed  a  willingness  to  consider 
changing  vendors  providing  their  compatibility  can  be 
maintained,   price/performance  and  reliability  be 
improved  and  risk  minimised.     30%  of  respondents  were 
unwilling  to  consider  changing  vendors. 

0        The  most  pleasing  aspect  about  NAS  to  its  users  is  the 
company's  flexibility  which  was  highlighted  by  all  NAS 
users  interviewed.     Only  NAS  support  quality  was 
criticised. 

IBM  users  were  particularly  pleased  with  the 
company's  strength  and  skilled  staff,   but  unhappy 
about  cost. 

t        As  far  as  products  are  concerned,   5  out  of  6  NAS  users 
highlighted  reliability  as  a  particular  source  of 
pleasure. 

IBM  was  also  rated  highly  on  reliability. 
B.  RECOMMENDATIONS 

•  It  is  clear  from  the  analysis  that  NAS  equipment  is 
capable  of  outperforming  any  of  its  competitors,  and 
stands  up  particularly  well   against  Siemens.  NAS 
should,   therefore  organise  a  selling  campaign  against 
S  i  emen  s . 


Prior  to  that  cati^palgn,   however,  NAS  should  take  steps 
to  correct  Its  poor  irnage  in   the  German  market.  Lts 
clear  product  strengths  are  not  generally  perceived  by 
the  mark  et . 

NAS  can  capitalise  on  their  product  strengths  against 
Siemens  J   being  rated  significantly  better  in: 

*■  performance 

pr i ce/per f ormancce 
,  Conipat  i  bi  1  i  ty 

up  g  r  a  d  e  a  b  1 1  i  t  y 
*        qual i  ty 

Siemens,^  has  a  particularly  low  loyalty  factor  -  3.3  on  a 
scale  of  1-6,   and  should  therefore  be  vuloersble  to  the 
right  approach.     Siemens  users  interviewed  would 
generally  consider  changing  vendors  to  improve 
price/performance  standards.     Siemens  users  cojiirnented 
adversely  on  software  quality^  operating  system  sup- 
port, and  communication  capability. 

There  are  two  key  areas  where  NAS  were  rated  poorly 
which  should  be  given  attention: 

quality  of  system  support  personnel' 

post  sales  effort 

On  the  defensive  side^  NAS  is  rated  worse  than  Amdahl  in 
a  number  of  areas: 

-  service  organisation 
postsales  effort 
systems  support  personnel 

-  support  personnel 

s  0  f  t  w  a  r  e  IP.  a  1  n  t  e  n  a  n  c  e 
hardware  s  Li  p  p  o  r  t 
executive  relationships 

NAS  should  address  these  areas,   in  particularly  the 
service  organisation  to  ensure  that  it  does  not  lose 
sales  to  Amd ah  1  . 
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•  The  only  other  area  in  which  NAS  is  rated  poorly  is  its 
communication  with  users. 

•  NAS  superior  product  quality  should  allow  it  to  organise 
sales  campaigns  against  IBM  and  Amdahl   as  well  as 
Siemens,   but  it  is  important  that  the  overall 
image/perception  problem  is  tackled  first. 

•  As  the  DP  manager  is  the  person  most  involved  in  recom- 
mending new  systems,   he  is  the  obvious  target  for  an 
image-correction  campaign. 


I- 


AFPEI^iDIX  4  s  Executive  Sommary  ™  Italy 
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II.     EXECUTIVE  SUMMARY 


A.       KEY  CONCLUSIONS 


NAS  has  a  considerable  credibility  gap  in   Italy.  Actual 
users  rate  NAS  generally  more  highly  than   IBM,  Olivetti 
or  Siemens  users.     The  general   perception  of  NAS  is 
rather  different,  with  NAS  being  more  poorly  regarded 
than  both  IBM  and  Olivetti. 

The  most  important  purchasing  factor  mentioned  is 
reliability.     NAS  performs  badly  in  this  element,  rating 
below  target,   and  poorer  than  Amdahl   and  Olivetti. 

Taking  the  16  most  important  purchasing  criteria,  i.e. 
those  rated  at  7.5  or  above  on  a  scale  of  1-10: 

NAS  was  better  than: 

Target  in  12  (75%)   of  the  criteria 

Amdahl  in     4  (25%)   of  the  criteria 

IBM  in  14  (87.5%)   of  the  criteria 

Olivetti  in  11  (68.75%)   of  the  criteria 

Siemens  in  12  (75%)   of  the  criteria. 

NAS  was  rated  best  of  all   vendors  in  four  of  these  key 
factors :  ^ 

Software  maintenance 
Service  organisation 
Systems  consultancy 
Post  sales  effort. 

On  the  negative  side,  NAS  is  rated  poorer  than: 


Amdahl  in  10  (62.5%)   of  the  criter 

IBM  in     1  (6.25%)   of  the  criter 

Olivetti  in     2  (12.5%)   of  the  criter 

Siemens  in     1  (6.25%)  of  the  criter 

Target  in     4  (25%)  of  the  criteria 


t        The  key  factors  in  which  NAS  performs  below  target  are: 
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■  -f^eTI  abl  1  1  ty 
^-        Pri  ce/pe  rfo  rmance 
••  *^      ■Hardware  support 
Qua  1  i  ty  ., 

Three  of  the  ebove  are  rated  in  the  top  five  most  i.Ttpor- 
t  a  n  t  c  f  i  t  e  r  1  a  . 

From  the  above  'it  can  be  seen  that  NAS  is  fe'ell  thought 
of  by  its  own  users.,  generally  more  so  than  IBM^ 
Olivetti   or  Siemens'   own  users  „     On]y  Asidahl  enjoys 
better  support  from  users.     However,  the  fact  that  NAS 
.users  rate'  the  company  below  target  in  the  five  most 
Iffiportant  criteria  is  cause  for  concern. 

#•      Perceptions  of  NAS  are  different  to  the  ratings  of 
actual   users.     NAS  is  seen  by  all   users  to  be: 

*        Better  than  Amdahl   in  all   respects  -  actual  users 
rate  Amdahl  more  highly  than  NAS„ 

Worse  than  IBM  in  all   aspects  except  price. 

Vi'orse  than  Olivetti   in  all   aspects  except 
performance,.- 

■  «*■  ■  ■    Better  than  Siemens  in  all   product  ?5yal1ties,  but 
poorer  in  company  image  and  marketfrig  strength. 

-iS        Loyalty  is  inoderate  for  nfiost  vendors.     Sier^iens  rates 

perfect   loyaltyj   but  this  1s  probably  due  to  the  limited 
sample  size.     IBM  generates  the  next  highest  loyalty 
factor,   (4»3  on  a  scale  of  l-6)s  Amdahl  4.0,  with  NAS 
3.9.     Olivetti   is  the  weakest  even  though  it  is  the 
national  producer^ 

Experience  1s  the  niost  common  reason  for  loyalty. 

•#        Most  users  would  consider  changing  vendors.,  mainly  on: 

cost  and  reliability  grounds.     External   issues  are  vir- 
tually irrelevant  in  the  purchasing  decision.  Those 
users  unwilling  to  change  vendors  are  concerned  about 
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the  risks  of  changing,   and  possible  support  problems, 
particularly  in  a  mult i -vendor  environment. 

•  The  most  pleasing  aspects  about  NAS  to  its  users  are  the 
good  personal   relationships  established,   flexibility  and 
desire  to  please.     Very  few  respondents  felt  strongly 
about  NAS  or  its  products. 

B.  RECOMMENDATIONS 

0        The  most  comforting  result  of  the  survey  for  NAS  is  the 
fact  that  in  general   its  users  rate  it  more  highly  than 
either  IBM's,  Olivetti's  or  Siemens'   own  users.  This 
can  provide  a  starting  point  for  a  sales  campaign. 

•  Siemens  in  particular  seems  very  weak  and  vulnerable. 
NAS  betters  or  at  least  equals  Siemens'   performance  in 
every  aspect  except  compatibility.     Not  only  that,  but 
in  all   practical   areas  NAS  is  perceived  by  all   users  to 
be  superior  to  Siemans. 

0        NAS  should  be  able  to  sell   aggressively  against 

Siemens.     The  key  point  is  to  demonstrate  NAS  com- 
patibility at  a  practical   level,  and  to  take  steps  to 
improve  the  company's  image  and  perceived  marketing 
strength . 

0        A  campaign  to  improve  NAS's  perception   in  the  market 
place  is  important.     The  positive  comments  by  the 
company's  own  users  are  not  reflected   in  the  overall 
view  the  market  has  of  NAS.     If  these  perceptions  can  be 
changed,  then  there  is  no  reason  why  NAS  should  not  also 
mount  a  campaign  against  Olivetti   and  IBM. 

0        There  are  two  areas  which  demand   immediate  attention: 

reliability  and  price/performance.     NAS  should  investi- 
gate its  reliability  record  among  users  in  Italy  and 
examine  ways  of  improving  it. 

0        Overcoming  these  two  problems  will   open  up  both  Olivetti 
and  IBM  to  attack.     Olivetti  has  a  much  lower  loyalty 


factor  than  IBM,   so  should  be  more  vulnerable  to  s  cam- 
paign.    Nationalism  does  not  play  a  major  role  in' 
pijr chasing  dedsionSs   so  should  not  prove  a  barrier. 

!n  setting  up  a  campaign,  besides  countering  the 
problsms  identified  earlier,  MAS  mast  bear  in  mind  the ■ 
f 0  11 ow 1 n g  po 1 n t s : 

Oil vett 1 

*  ■■"   "The  users  interviewed  are  very  cost  conscious 
"[■:.'  specifically  highlight  lower  prices, 

•  irnproved  performance  and  a  better  price  per- 
■  •■  .  .  .formance  rating,     ;  ■■■• 
:     .    ,  There  is  also  a  need  for  the  supplier  to  pro- 
vide a  consultancy  role  to  be  user.     This  is 

.one  of  NAS's  strengths  and  should  be  built 
upon , 

...  Olivetti  have  specific  weaknesses  in  their 
support  operation,  again  one  of  NAS's  main 
strengths  J  and  are  v^eak  in  skilled  staffs 

The  NAS  attack  should     therefore^  aim  to  corr;- 
■  bat  the  adverse  market  perception  of  the  com- 
pany  vis-a-vis  01  i vett i^  to  demonstrate  its 
superiority  in  virtually  all   a  r  e  a  s  ^  par- 
ticularly support  and  persorsoel;   and  try  to 
overcome  the  adverse  views  about  reliability 
and  pr i ce/perf ormance „ 

Siemens 

,e.  ^      The  key  weakness  associated  with  Siemens  is 
,  the  ^old-fashioned'   r^ature  of  the  product. 
They  are  not  regarded  by  Siemens  users  as 
state-of-the-art  products,  nor  is  the  company 
itself  considered  to  be  a  leader  in 

•  technology. 


NAS  must  first  counter  the  adverse  com- 
patibility image  they  have  compared  to 
Siemens,  and  then  take  action  to  improve  their 
company  image  and  demonstrate  their  strength 
inthemarket. 


APPENDIX  5z  Executive  Sunimary  -  Switzerland 


II.     EXECUTIVE  SUMMARY 


-  A  - 


A.       KEY  CONCLUSIONS 

0        The  three  most  important  purchasing  criteria  identified  by 
respondents  were: 

Real i  abi 1 i  ty 
Avai 1 abi 1 i  ty 
.        Qua! i  ty .     .  .   ,  , 

In  all  three  of  these  areas,  NAS  rated  badly  when  compared 
to  IBM,  Amdahl   and  the   'target'   set  by  users. 

0        Performance  was  also  highlighted  as  being  significant  and 
again  NAS  rated  poorly,   being  well   below  target  (actual 
8.0  against  target  9.3)  and  worse  than  all   other  vendors. 

0        NAS  is  also  rated  worst  of  all   vendors  for  post-sales 
effort . 

0        On  the  positive  side,  NAS  is  well   regarded   in  a  number  of 
areas : 

Compat  i  b i 1 i  ty 
Upgr adeab i 1 i  ty 
Qual i  ty  of  sal esmen 
Pr i ce/ per forma  nee . 

0        Respondents  were  asked  for  their  perceptions  of  each  ven- 
dor insevenkey  areas: 

Productrange 
Product  performance 
Product  rel i abi 1 i ty 
Price 

Company  image 
Marketing  strength 
Qualityofpersonnel. 


HAS  was  rated  behind  IBH  in  all   areaSj,  and  behind  Amdahl 
in  respect  of  product  range,   reliability,,  company/  image 

■  aod  marketing  strength. 

o        NAS  is  rated  well   against  both  Siemens  and  BASF,  except  in 
the  vital   area  of  product  re  1  i  abi  1  i  t.y  where  NAS  is  per- 
ceived to  be  the  worst  of  all  vendors. 

o        Loyalty  is  moderate  for  all   vendors  hi  that  respondents 

said  that  they  would  consider  changing  to  another  vendor. 
...The  key  requirements  for  a  change  are:,   iniproved  price/per- 

■  formance,   improved  service^   iiTiproved  cost  effectiveness 
and  the  provision  of  a  cosnplete  solution  for  users. 

B.  RECOMMENDATIONS 

0        It  is  important  in  this  market  to  recognise  IBM's  posi- 
tion. They  are  gerterally  well   regarded  by  their  own  users 
and  again  are  extremely  well   perceived  by  the  market  in 
g  e  n  e  r  a  1 c  Amdahl,  too,  are  well   r  e  g  a  r  d  e  d  « 

0        The  two  v/eaker  vendors  in  relation  to  NAS  are  BASF  and 

Siemens^  As  these  two  competitors  are  of  limited  signifi- 
cance compared  to  IBf^^   NAS  must  address  their  points  of 
weakness  relative  to  IBM, 

■  0        The  three  key  areas  of  reliability.,  availability  and 
qisality  should  be  checked  ^   to  ensure  that  performance 
matches  that  of  IBM  and  Amdahl. 

Reliability  in  particular  should  be  checked  as  not  only 
is  actual   per f oririance  below  target ^   but  NAS  equipment  is 
perceived  to  be  less  reliable  than  that  of  all  other  manu- 
facturers (Exhibit  S3-'33). 
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APPENDIX  6:   Executive  Summary  -  Austria 


EXECUTIVE  SUHf^ARY  .■ 
KEY  COrjCLUSIQ^NS 

Although  mainly  loyal   to  their  current  supplier,  most 
users  will   consider  an  alternative  proposals     There  was 
some  conflict  of  motivation,  with  tvvo  users  aiming  to  have 
two  vendors^  equipment  on-site,  while  two  others  were 
fifsnly  against  a  mixed  environment.        •  , 

HkS's  flexibility  was  particularly  utentioBed  as  a  plus 
point.     On  the  product  side,  only  IBH's  prices  were  spe- 
ciflcslly  criticised, 

NAS  product  performance  v-/as  rated  highly.     IBM,   on  the 
other  hand  5  were  badly  rated  for  price  arvd  price/ 
perf  oritiance  <. 

In  the  area  of  support  -  software  rnal n teriaoce ,  systems 
consultancy  and  hardware  support,  likS  rated  below  target, 
but  still   performed  better  than  IBM  and  BASF.  " 

As  far  as  tangible  company  requirements  are  concerned  NAS 
is  rated  below  IBM  in  all   areas  except  post-sales  effort, 
and  rated  particularly  badly  for  product  range,  company 
size  and  location^ 

The  market -s  perception  of  NAS  is  extreiiielj  variable, 
being  good  for  product  reliability,,  prodyct  performance 
and  product  range.     On  the  company  factors  of  iff?age  and 
marketing  strength,  the  perception  Is  poor.     Feelings  are 
neutral   about  product  range  end  personnel.     ^lAS  prices  are 
also  badly  regarded. 

RECOMMENDATIONS  . 


In  the  absence  of  any  one  specific  weak  competitor  NAS 
should  concentrate  its  efforts  on  overcoming  Its 
weaknesses,   both  real   and  perceived,   and  targetting  on  th 
weaknesses  of   its  competitors* 


-  5  - 


0        The  most  significant  area  where  NAS  falls  below  user 

expectation  is  in  support.     In  all   three  support  activi- 
ties, hardware  support,   software  maintenance  and  system 
consultancy,   there  is  room  for  improvement. 


APPENDIX  7  s  Ezecdtivs  Sunimary  -  Detisaark 
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II.     EXECUTIVE  SUMMARY 


A.       KEY  CONCLUSIONS 

0        The  perception  of  NAS  as  a  large  systems  supplier  in 
Denmark  is  very  good.     (Perceptions  are  evaluations 
given  by  all   respondents  for  each  vendor  regardless  of 
which  equipment  they  use).     It  is  perceived  to  be  better 
than  Amdahl   and   IBM  in  4  out  of  7  key  criteria: 

Productperformance 

Price 

Personnel 

0        Highest  ratings  were  for  product  performance  and  product 
reliability.     All   rankings  were  "  adeq uate "  • or  better. 

0        NAS  was  rated   in  the  middle  in  perceived  market  strength 
and  product  range. 

0        NAS'  most  negatively  perceived  criterion  is   its  Company 
image. 

0        Actual   ratings   (where  users  rate  their  own  vendors  only) 
show  NAS  in  the  middle  between  Amdahl   or  IBM  for: 

Product  range 
Product  performance 
Price 

0        Only  in  Executive  Relationships  and  support  personnel 
(relating  to  perceived  qualities  of  marketing  strength 
and  personnel,  respectively)   is  NAS  rated  better  by  its 
users  than  either  Amdahl   or  IBM  users  rate. 

0        Actual   ratings  which  were  worst  included: 

Image 
Salesmen 

0        NAS'   image  suffers,   according  to  2  respondents,  because 
it  tends  to  spend  more  time  fighting  with  IBM  than 
trying  to  solve  customers'  problems. 


«HK 


.#  ■.  ■•   IBM  has  irritated  at  least  Z  of  tise  respondents 
seriously. 

*        in  one  firms,   IBM  has  a  close  co retract  with  that 
firin  at  virtually  every  levels  from  the  Board 
down  to  technicians.. 

■     "When  a  problem  occurs  ^   IBM  usually  knows  about 
r  -  .H  and  is  not  afraid  to  bring  it  up  the  ladder 

.    .  ,  on  their  side  and  report  It  to  higher  levels 

In  the  firm*      v.,--^. . y.^:;, 

"  Fur  the'^rnore,,  IBM  1s  ysua"f],y  given  a  place  on 
t-he  task  team  to  solve  a  aiajor  problem. 

■      Another  organ  1  s?it  1  on  has  made  it  clear  to  IBM  that 
their  strategy  1s  a  2  vendor  strategy  which  has 
upset  IBM  (they  want  it  all)  to  the  point  that 
IBM's  support  is  beginning  to  degrade. 

.t.  ■  RECOMMENDATIONS 


NAS  shoLsld  work  on  enhancing  its  T?nage  in  Denmark..  The 
thrust  of  this  effort  should  take  into  account  the  per- 
,  ceived  contention  with  IBM, 

The  majority  of  respondents  are  c  OFfffrn  1 1  e  d  to  IBfA  but 
seern  to  embrace  a  two  vendor  phl'losophys  MAS  should  be 
reminded  of  this  arfd  set  its  targets  accordingly. 

,0        The.  apparent  anomaly  between  perceived  qualifications 
being  better  than  actual   ratings  for  the  sarae  Issues 
warrants  a  specials  customer  satisfaction  product  to 
explore,  determine  and  adjust  the  differences  of  viev/s. 


